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“I Will Always Love You” 
Volume 2, Issue 5 
DHHS CI-P News 
May  2007 
Bend the Curve 
flowers evolve!  Knowing how I feel 
about broken relationships and flowers,  
can you imagine the stress I was under? 
 
    During a commercial on GGs, I flipped 
over to NOVA just in time (no pun intend-
ed for you Lean folks) to catch a scientist 
talking about leaves, and his comments 
were thus: 
 
 “Leaves evolved to be quicker, faster, 
and cheaper.” 
 
Seriously now, I am not kidding.  There it 
was, one of the most frequently used 
phrases to describe Lean methods com-
ing straight from the mouth of a Paleo-
botanist.  I was momentarily stunned. 
 
    I drew a picture of the leaves he was 
showing so you can understand the point 
he was making.  It turns out the venation 
in leaves (A in the figure) evolved from 
chaotic to simple (C in the figure), and as 
a result, leaves with a simple structure 
were more able to successfully compete 
and hence survive.  This simplified struc-
ture meant that the plant needs less en-
ergy to store food, can store it faster, and 
store more of it then its competitors.  
There it was:  Better, Faster, Cheaper. 
I am addicted to the 
Gilmore Girls.  This is 
the last season and I 
have been intently fol-
lowing the travails of 
Lorelei and Rory as 
they seek happiness in 
their little town of Star’s Hollow.  The 
new episodes are on Tuesday nights 
(at 8:00 if you are interested), and that 
is a problem for me.  You see the only 
show I like more than the Gilmore 
Girls is NOVA.  NOVA is all about sci-
ence, and I was trained to be a scien-
tist so you can imagine my dilemma 
when faced with a “fresh” GG or an 
interesting NOVA.  I usually end up 
doing what anyone else would do and 
my family hates, I watch both show 
simultaneously — the worst kind of 
multi-tasking.  
 
    On this particular night  both shows 
were riveting, and I was hooked on 
both; the big question in GGs was 
whether Lorelei and Luke would ever 
get back together knowing how much 
they both loved each other, and in 
NOVA the big question was how did 
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   Inside this issue: 
Special points of 
interest: 
 
● Next Clinicals  
  May 18 
       June 15 
 
● Guest  HETL Article 
 
● MaineDOT Gains  ! 
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Fleet Efficiencies 
 
Organization Profile:  Maine DOT Fleet Services 
MaineDOT Fleet Services Augusta shops maintain the Department’s construction equipment, plow truck fleet, 
and light fleet units.  The facility is split into shops.  The heavy equipment shop repairs construction equip-
ment and heavy trucks.  The light equipment shop repairs sedans and pickups and also houses the depart-
ment’s paint booth.  The fabrication floor produces parts for the fleet at a reduced cost and repairs equipment 
that requires substantial welding or machining expertise.  There is a warehouse that ships parts and supplies 
statewide to all of MaineDOT. 
 
Fabrication Floor 5S Event  
Workers on the fabrication floor were having issues with clutter and inefficiencies in their shop.  The fabrica-
tion floor is approximately 11,500 sq. ft.  The cluttered space would not allow vehicles to be easily moved in 
and out.  Projects often overlapped spaces, causing congestion.  A 5S event conducted on a 500sq. ft. area 
found 2 major areas for improvement.  Relocating plate steel from outside the building to the fabrication floor 
within 10 ft. of the burn table in a new rack would produce increased efficiencies of $73,000 per year.  Reor-
ganizing and expanding the bar steel rack would produce increased efficiencies of $57,000 annually.  The 
majority of the savings were produced from reduced search and travel times. 
 
Fabrication Floor In–Depth Project  
As a result of the success of the first 5S, the Fleet Lean Team decided to further study the entire layout of the 
fabrication floor.  The team completed present and future state layouts proposing changes that would result in 
a better flow of product and minimize clutter.   
 
Project flow on the fabrication floor is much more streamlined.  Machinery was moved to create a linear prod-
uct flow, and a huge amount of space was cleaned up to allow trucks and equipment to more easily be put 
into the shop.  A central large stockroom was eliminated, and localized stockrooms were constructed to allow 
parts and supplies to be closer to the work.  This added 2192 square feet of much needed space to the fabri-
cation floor.  Increased work area, machinery consolidation, proper tool and part placement, and properly lo-
cated and constructed steel are the major benefits of the reorganization.  Estimated cost savings from dupli-
cate part carrying are a one-time savings of $300,000.  Reduced search time, wait time, and waste elimina-
tion produced increased efficiencies of $212,000 annually.  
 
Tailstock Project 
The team performed a study on how we produce tailstocks for new truck set-ups.  The old way produced a 
tailstock for $1,800, took the part a total travel distance of 10,560 ft from start to finish, and utilized 5 employ-
ees.  The current process produces the part for $360, travel distance is reduced to 390 ft., and production 
now utilizes 4 employees for an increased efficiency of $79,000 annually. 
 
Warehouse Study 
The Fleet Lean Team is currently performing a kaizen event and study of operations in the warehouse.  Im-
plementation of all project recommendations reduces warehouse costs $400,000 annually.  
 
Summary 
Lean has produced annual operational efficiencies of $821,000 at Fleet Services, lowering production costs 
allowing additional work to be accomplished.  The production teams on the fabrication floor and at the ware-
house have implemented changes that have been needed for some time and greatly improved the work envi-
ronment. 
        
BTC Happenings at MaineDOT   —-  by  Michael Burns  
 
Thought-provoking editorial:   “From lean tools to lean management” 
http://www.themanufacturer.com/us/detail.html?contents_id=4829 
 
— by  Jim Womack (Chairman, LEI), 11.21.2006   
   
 
Schedule of BTC-Lean Events 
 
 
Date Time   Topic           Location   Contact 
 
 
 
May 18  8-4:30   Clinical Sup     CCD          Arthur 
 
May 21  8-4:30   CS - Prior     Augusta     Terry 
     Authorization            Ann 
 
May 23  8-4:30   FS-Prior     Augusta     Terry 
     Authorization            Ann 
 
May 31  8-4:30   IP-Prior     Augusta     Terry 
     Authorization            Ann 
 
June 4   2 - 4      DHHS CIP      Greenlaw    WEL 
 
June 7   8-4:30  OES Financial/  Bangor      Jane 
     Estate Mgt              Cher-
yl 
 
June 11 8-4:30  OES Financial/  Bangor      Jane 
     Estate Mgt              Cher-
yl 
 
June 12 8-Noon  IR Access      221 State    Terry 
                            Follow-up                           Lita 
        
June 15 8-4:30   Clinical Sup    CCD             AD 
 
June      8-4:30   DOP 1-4         China Lake 
   18-22                                       Conf. Center 
 
July  2    2 - 4      DHHS CIP     Greenlaw     WEL 
 
July 20  8-4:30   Clinical Sup     CCD            AD 
 
Aug 6    2 - 4       DHHS CIP      Greenlaw    WEL 
 
Aug 17  8-4:30   Clinical Sup     CCD            AD 
  
Sept      8-4:30   DOP 2-2          China Lake 
    17-21                                      Conf. Center 
 
 
 
 
Next Month’s Clinical Supervision:  
June  15th  
 
 Please make every effort to attend.  These are  critical  
sessions for your professional development, certification, 
and the success of your CI-P work. 
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Remember that the actual implementation of chang-
es to get to the future state is also about effective 
project management.    Keep the following points 
(made by D. Stine) in mind:  
 
 You may be able to recover money [or from its 
loss] but you cannot recover time. 
 
 Two of the major reasons for project failures are 
1) the inability to agree on requirements and 2) 
human change management. 
 
 
  —-     David Stine 
 Stine Consulting Group, LLC 
  CVR Project Presentation, Maine PMI , 
 Augusta Branch Meeting  4/18/07 
 
  
  
   As I flipped back to watch Logan propose to 
Rory !! I got to thinking that Lean is a fundamental 
design principle in Nature; that is, biological systems 
evolve to become more efficient.  And why would 
this not be the case when you think about it — 
plants or animals that can more efficiently take ad-
vantage of their environment are the ones that will 
survive.   
 
   Per noi* as practicing CIPs, this means we are 
working with fundamental and, I would say, invari-
ant, principles of biological design.  Think of it this 
way, all organizations, businesses, corporations, 
and governments, as exceedingly complex biologi-
cal systems, must also conform to these principles 
or suffer and go extinct.   
 
   I ask you, does it  not make sense then that these 
organizations, Maine State Government included, 
evolve to develop a capability (Lean methods) to 
enable them to use their resources more efficiently 
(e.g. Better, Faster, Cheaper) just like the leaves 
mentioned in NOVA?   
 
   The latest news from the business world is that 
Toyota is rapidly overtaking GM as the premier au-
tomobile manufacturer in the world.  Is it any won-
der, given Toyota’s organizational principles 
(actually they even call it their DNA!)?   I think of the 
methods we CIPs are deploying as actually funda-
mental and invariant design principles in Nature that 
are absolutely necessary for government(s), read 
any organization, to continue to remain effective en-
tities.  That is, to continue to do what it is they do, 
but do it Better, Faster, and Cheaper.  So you see, 
CIPs, what you have learned and what you are do-
ing is in complete harmony with Nature’s intent. 
 
   Then here I am again, at the end of GG watching 
Lorelei in a karaoke bar, having had way too much 
to drink and singing “I will always love you”, all the 
while staring intently at Luke.  And I’m thinking will 
they ever get back together?  Sigh.  
 
                             —  Walter E. Lowell 
*  For us. 
“I Will Always Love You”  
 (cont’d from p. 1) 
Lean TIPs   
BTC-Lean Intervention Highlights 
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Show me the money?  A majority of managers (85%) perceive financial reasons as the primary driving force 
behind the loss of employees.  However, “more than 80% of employees say it was ‘push’ factors related to 
poor management practices or toxic cultures that lead to their leaving a workplace.”1   Studies from the Her-
man Group support these statements.  The Group’s “Five Principal Reasons People Change Jobs” (http://
www.hermangroup.com/retentionconnection/retention_5reasons.html) says that employees leave because: 
 
 It doesn’t feel good to be around here. (related to corporate culture) 
 They won’t miss me if I were gone. (lack of appreciation) 
 I don’t get the support I need to get my job done. (frustration/incompetent supervisors) 
 There’s no opportunity for advancement (this includes opportunities for learning as well as promotions).2 
 
I would add the following to this list :                  My opinion doesn’t matter (desire to be important) 
 
Compensation is the last reason most people leave (it is not about the money). 
 
It has been long identified that, aside from food and shelter, one of the most driving factors in an individual is 
the need to feel important.  This need to feel important is the basis of Maslow's Hierarchy, which states “self-
actualization is the instinctual need of humans to make the most of their unique abilities and to strive to be the 
best they can be.”  Furthermore, this desire for self- importance is a cornerstone of Dale Carnegie's “How to 
Win Friends and Influence People.”  Simply put, everyone wants to feel important, and everybody wants his 
or her opinion to matter. 
 
PERSONAL ACCOUNTABILITY 
 
I only need to look at my own experiences to validate this precept.  I served as a bench chemist with my pre-
vious employer for nine years.  So what caused me to leave the organization?  Was it the money?  Was it 
lack of training?  As I look back on what caused me to leave a job I loved, it was, basically, that my opinion 
and my knowledge did not matter to the manager. 
 
As I look back on my career and my time with my previous employer, I realize that I had a responsibility to 
myself.  The following is how I, by applying simple rules of personal accountability, should have addressed 
the previously stated reasons why people change jobs: 
 
 What can I do to make it feel good to be around here? 
 What can I do so they will miss me if I were gone? 
 How can I get the support I need to get my job done?  Or better, what can I do with the tools I have 
to get my job done? 
 What can I do to advance my career? 
 How do I make my opinion matter? 
 
Likewise, in order to implement personal accountability, it requires action by the management to accept per-
sonal accountability and allow subordinates to grow and, as Maslow would say, self-actualize.  The manager 
must also ask the same questions: 
 
 What can I do to make it feel good to be around here? 
 What can I do so they will miss me if I were gone? 
 How can I get the support I need to get my job done?  Or better, What can I do with the tools ! 
have to get my job done? 
 What can I do to advance my career? 
 How do I make my opinion matter? 
 
Remember, as a manager, personal responsibility begins with ME! 
WHY DO GOOD EMPLOYEES LEAVE? 
-OR- 
HOW LEAN VALUE STREAM MANAGEMENT PRINCIPLES CAN HELP 
RETAIN AN ORGANIZATION’S GREATEST ASSET 
Volume 2, Issue 2 Page 5 
Guest Article by Christopher P. Montagna, MS, MPA 
Forensic Section Supervisor,  Health & Environmental Laboratory, DHHS 
VALUE STREAM MANAGEMENT AND EMPLOYEE RETENTION 
 
As a manager, I have a personal responsibility to my staff and my stakeholders.  Furthermore, I must realize 
that personal accountability begins with ME.  What can I do to retain quality employees?  What can I do to 
see that the organization runs efficiently?  What can I do to let my people do their jobs? 
 
Lean is a means to accept personal responsibility.  It answers the question, What (or How) can I do blank? 
Value stream management principles are the tools to put these questions into action.   
 
Proper implementations of Lean principles resolve the key issues surrounding employee retention: 
 
    It doesn’t feel good to be around here. 
 
Value stream mapping (VSM) and management seeks input from the employee on how to change the 
organizational culture so that the employee feels and wants to be part of a growing and dynamic team. 
 
    They won’t miss me if I were gone. 
 
The changes/recommendations of value stream management are employee-based.  Its success is 
dependent upon honest and sincere appreciation of management.  
 
    I don’t get the support I need to get my job done. (frustration/incompetent supervisors) 
 
In order to effectively manage in a Lean-based culture, the manager must support and implement (not 
modify or ignore) the recommendations of the VSM Team Members.  A product of the LEAN process, 
which is achieved by supporting and implementing the Team’s objectives, is a more cost-effective pro-
gram.  Cost savings and elimination of waste provide the means for better directing of funds to provide 
the means and materials necessary to “get the job done.” 
 
   There’s no opportunity for advancement. 
 
Value stream management and the LEAN process identify opportunities to improve efficiency.  In-
creased efficiency leads to opportunities for cross-training in other areas of an organization. 
 
   My opinion doesn’t matter. 
 
The success of a VSM lies in the principle that the employee determines what or how to do something 
more efficiently. 
SUMMARY 
 
The key to a successful and efficient organization is the retention of well-trained and highly motivated person-
nel.  Lean principles address and resolve the key factors employees cite for leaving an organization.  Having 
the employee, who works the system, determine the future state of an organization empowers that person.  
This empowerment provides the organization with the resources necessary to survive in a challenging eco-
nomic environment by addressing one simple rule - everyone wants to feel important. 
 
__________________________________________________________________
 
 
1Leigh Branham, The 7 Hidden Reasons Employees Leave: How to Recognize the Subtle Signs and Act Before It's Too 
Late, December 2004. 
2 Patricia Galvin, “The Truth About Quitting”, Lab Manager Magazine, October, 2006 
  
 
  HETL/MeCDC Environmental Chemistry Work Flow 
     Process Improvement  
 
 
Sponsor: Jack Krueger     Facilitators: Walter Lowell & Rae-Ann Brann 
Manager: Peter Smith 
       
             
Environmental testing involves a complex workflow, due in part to the need to do multiple analyses on a sin-
gle sample.  Complex instrumentation is vulnerable to up-time issues, and IT problems create re-work.  This 
work process takes place across multiple management sections of the laboratory, and the process was not 
yet fully visible or standardized.  The aim for this VSM was to visualize the workflow in this section in order to 
make improvements that will reduce lead-time, improve uptime, and reduce re-work.    
Bookends: Receive sample Send report.  The actual testing of the sample is not included in the VSM. 
 
Status:    The HETL is currently doing a value stream mapping activity on the Environmental Chemistry 
work flow.  Since all the Environmental Lab staff wanted to be part of the process, the team was split into two 
groups and each completed a current state map.  Commonalities and differences were noted and used to 
combine the two current state maps into one common current state.  The Future State mapping session is 
being planned for early June.  This will the third HETL Laboratory that has completed a VSM. 
 
 
 
 
  Prior Authorization—MaineCare 
     Process Improvement  
 
Sponsor: Brenda McCormick    Facilitators: Terry Sandusky & Anne O’Brien 
Manager: Julie Tosswill  
 
The MaineCare Authorization Unit processes over 18,000 requests annually for prior authorization (PA) of 
certain services & durable medical equipment and supplies.  A health care provider submits a request for PA 
on behalf of a member, including documentation establishing medical necessity. A request is typically ap-
proved, denied, or deferred. Approved requests are issued & given a PA number, which must be put on the 
provider’s claim form in order to receive payment.  All documents must be maintained for 7 years. 
 
 
VSM Objectives: To reduce the 30-day turnaround time for processing a PA request; to establish time bench-
marks for reviewing requests according to service type; and to optimize phone call management.  
 
Status:    The charter has been fine-tuned and the Pre-VSM Package sent to all of the team.  The Sponsor 
has elected to include all members of the prior authorization review team on the VSM Team.  There are 14 
members in the unit, and all have been invited to the session by their manager.  We are now finalizing all of 
the remaining housekeeping details for the 3-day VSM.  The VSM is scheduled for May 21, 23, and 31. 
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“The process always takes precedence over technology.”  
 
David Liker, The Toyota Way Field Book 
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The following two VSM teams have completed their im-
plementation plans, are addressing the change activities, 
and are holding monthly progress meetings: 
 
  DHHS-OIAS Eligibility Review   
Process Improvement    
 Sponsors: Sabra Burdick & Barbara Van Burgel
 Managers: Tom Keyes & Peter Staples  
 Facilitators: James Fussell & Clough Toppan 
 
  Information Resources (IR) Access      
Process Improvement *    
 Sponsors: Jim Lopatosky & Don F. Williams 
  Managers: Karen Curtis & Holly Pomelow      
  Facilitators: Terry Sandusky & Lita Klavins 
 
*  See the DHHS In Focus newsletter for a description of the 
May 8th IR Access/HETL Study  Mission. 
New Interventions: 
 
  Case Mix.  OMS/DHHS 
 
 
  Youth Transition to Adult Services Pro-
cess.  OIS  / DHHS.  Manager: Holly Stover 
 
 
 
***  If you’re interested in observing, leading, or co
-leading opportunities, contact Walter Lowell (287-
4307)  
 
***  For additional detail, refer to the Summary of 
Improvement Intervention statuses on the BTC In-
tranet site.  
BTC-Lean Intervention Highlights 
 
  DHHS-OES Financial/Estate Management 
     Process Improvement  
 
 
Sponsor: Karen Elliott     Facilitators: Jane French & Cheryl Ring 
Manager: Cherie Wenzel 
       
             
This VSM looks at financial/estate management for public wards and protected persons (i.e. setting up ac-
counts, authorizing what needs to be sent by way of “payables” for clients, etc.) starting when OES gets court 
papers in hand appointing it as fiscal agent (guardian or conservator) for the individual and ending when this 
relationship is terminated. 
 
Status:    The complex, detailed Current State was mapped by a representative statewide team on May 1 
(Bangor) & 9 (Augusta).  The team has scheduled two more sessions, both in Bangor, to map the Future 
State and develop the Implementation Plan.  
 
  
  Payroll—DAFS 
    Process Improvement  
  
Sponsor: Rebecca Wyke    Facilitators: Walter Lowell & Jon Kirsch 
Manager:  
  
 
Processing payroll statewide has become a challenge for State departments:  a) Under-utilization of staff; 2) 
No backup systems; 3) Errors resulting in inaccurate payments; 4) Inadequate internal controls; and 5) Bottle-
necks within the process, i.e. merit increases. 
 
While some progress has been made with updated technologies it is necessary to continue integrating 
statewide payroll services to provide the ability to share resources across agencies as well as improve ser-
vices for all employees.  
 
 
Status:    The Charter was developed, and several Current State sessions have been conducted to reflect 
varying organizational processes.  Unified Future State and Implementation Plan sessions will include repre-
sentative staff.  The Future State is scheduled for May 23rd and the Implementation Plan for May 30th.  
OLM/BTC Staff: 
 
Walter E. Lowell, Ed.D. CPHQ, Director 
        Phone: 207-287-4307 
        walter.lowell@maine.gov 
Julita Klavins, M.S.W.  
        Phone: 207-287-4217 
        lita.klavins@maine.gov 
 
  
 
 
        
 
 
 
 
Office of Lean Management, DHHS 
47 Independence Drive, Greenlaw Bldg.   
Ground Floor, Room 6 
Augusta, Maine 04333-0011 
 
 
The primary purpose of the Bend the Curve Team 
is to provide support, consultation, assistance, and 
leadership in process and other improvement ap-
proaches and activities for State staff and work 
teams as they seek to continually improve their 
work culture, procedures,  processes, and environ-
ments – in order to meet the mission of the de-
partment and the expectations of Maine citizens. 
 
DOP 1-4  
to be held this 
June 18-22  
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The 5-day CI-P intro-
ductory training is  
scheduled for June 18-
22.  This is very close, 
so if there is anyone you 
think should attend, 
please encourage them 
to apply now.  Nomina-
tions from the supervi-
sors (whose support is 
required & agreement to 
pay) are to be sent to 
Walter and/or Arthur.  
FYI, the CIP job de-
scription is on the 
DHHS BTC Intranet 
site.  Remember, too, 
you can also play an 
important role at the 
DOP itself by volunteer-
ing to present and/or 
facilitate specific learn-
ing/practice segments.    
BTC Continuous Improvement Practitioners: 
 Intervention Facilitation Status 
  
DHHS   DOL   DAFS   
Kate D. Carnes L Jorge A. Acero O Rae-Ann Brann L 
Nancy Desisto L Michael T. Brooker CL Wendy Christian O 
Jane French L Stephen C. Crate IA Rebecca S. Greene L 
James Fussell L Arthur S. Davis C Lyndon R. Hamm CL 
Kimberly Johnson C Merle A. Davis L Alicia Kellogg C 
Julita Klavins L Peter D. Diplock O Billy J. Ladd CL 
Don Lemieux C Anita C. Dunham IA Michaela T. Loisel L 
Muriel Littlefield L Karen D. Fraser L   
Walter Lowell L Timothy J. Griffin L     
Jack Nicholas* O Matthew K. Kruk O DOT   
Ann O’Brien L James J. McManus CL Michael Burns C 
Cheryl Ring CL Bruce H. Prindall L Sam McKeeman IA 
Terry Sandusky L John L. Rioux L Jeffrey Naum O 
Jeffrey Shapiro IA Sheryl J. Smith L Robert Slocum O 
Clough Toppan CL David F. Welch L   
    DEP   
    Carmel A. Rubin IA 
          
  
Community CI-P IA - Inactive C – “Champion” for Lean   
L - Lead CL – Co-Lead O - Learning Observer   
We’re on the Intranet ! 
http://inet.state.me.us./dhhs/bendthecurve 
